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E-Governance — 


An Action Plan for an Integrated India 


Section 1: Governance 


The expression “governance” has now become a buzzword. Everyone uses it, without necessarily defining it. However, 
when we normally link governance with economic development, we have in mind what should actually be called public 
governance, related to the act of governing. Every society has a framework for exercising government functions, 
through three main organs of State, the legislature, the executive and the judiciary, with divisions between the three 
enshrined in the Constitution, if there is one. But clearly, governance is more than these formal institutions of government. 
It is also about decision-making processes and about interactions between civil society and these formal institutions. 
Good governance will be characterized by predictability, transparency and accountability, while bad governance will 
be the opposite. Most poverty and deprivation can be interpreted as resulting from asymmetric access to information. 
Information technology can certainly be a powerful tool in reducing this asymmetric access to information. 


Having said this, it is not easy to define governance. Three commonly-used definitions, used by the UNDP’, the 
World Bank’ and the European Commission’ illustrate the point. These definitions may complement one another and 
even overlap. But they are not identical. Defining governance may be difficult, measuring and quantifying it is virtually 
impossible, although several cross-country indicators of governance do exist. The point is not to denigrate the use of 
governance surveys. After all, one is trying to capture something that is difficult to measure. However, most governance 
surveys tend to gloss over problems and suggest robustness in governance estimation that simply does not exist. To 
compound matters, such surveys are used not only to track temporal changes in a country over time, but also to make 
cross-country comparisons. The most robust of these cross-country surveys is the World Bank Institute’s Governance 
Matters set of indicators. These cover six sets of indicators - voice and accountability, political stability and absence of 
violence, government effectiveness, regulatory quality, rule of law and corruption. The point to note is that India 
doesn’t perform particularly well on these cross-country surveys. 


The cross-country literature shows a fairly strong positive correlation between governance, however measured, and 
levels of economic development, measured by indicators like per capita income. But two questions arise. First, how 
strong is the correlation between per capita income and governance? Most surveys pick some indicators of governance, 
often subjective, and suggest that there is a strong positive correlation. But there are various indicators of governance, 
and such strong positive correlations do not characterize all indicators of governance. The second issue is an even 
more important one. Does this correlation establish causation, and if so, in what direction is the causal relationship? 
Does better governance lead to a benign effect on per capita incomes? Do higher incomes lead to governance 
improvements? Or is the correlation entirely spurious and are there other factors that lead to improvements in both 
economic development and governance? . Proponents of better governance tend to argue that good governance iS 
good for economic development and over-state their case. The statistical support for such a strong assertion 1s weak. 
But that’s probably not the real issue. However defined, measured and quantified, good governance is desirable. It is 
a “good” rather than a “bad”. Hence, it is an end in itself and need not be looked upon as a means to trigger economic 
development. We should look at better education and health outcomes no differently. Higher literacy levels have a 
positive impact on economic development and so do lower levels of mortality and morbidity. But even if that were to 
be not the case, better education and health are desirable outcomes and governance is no different. 


How do we ensure improvements in governance? Do we have to wait for income and literacy levels to increase or are 
there other ways? In India, there is a great deal of variation across States. There is also a great deal of cynicism about 


EEE 


! UNDP Strategy Note on Governance for Human Development, 2004. 
2 World Bank Institute Website, http://www.worldbank.org/wbi/governance/ 
3. Communication on Governance and Development, October 2003, COM (03) 615. 
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ate, the executive, the legislature and the judiciary. John Kenneth Galbraith spoke of the 
y richer sections of society, the relatively successful 
better, countervailing force has to be 


the three main organs of St 
secession of the successful in a slightly different context.’ Relativel 
can afford to secede. But if the three organs of State are to deliver, or deliver 
exerted by civil society. And the catalyst for civil society action or civil society pressure invariably has to come from the 
successful sections, who are more educated and more literate, and also more aware of their rights. Across India, there 
are indeed successful instances of where such better-off citizens haven’t seceded. The resultant civil society pressure 
has lead to Right to Information laws, citizens’ charters and transparency and accountability in public expenditure. 
Corruption has many dimensions and no single solution can eliminate all forms of corruption. But discretionary and 
arbitrary administrative cum executive decisions have also been curbed by such pressure and rent-seeking, bribery and 
corruption have been reduced. Public interest litigation, invoking the court system, has also goaded the executive from 
inaction to action. All of these illustrate the rise of what has been called the social entrepreneur.* These are instances of 


non-secession. 


Governance improvements are also linked to administrative law reform, meaning more than civil service reform. On 
reforming civil services in India, several recommendations have been made. The Report of the Fifth Central Pay 
Commission is one example.° The 10-volume report of the Expenditure Reforms Commission (ERC) is another.’ That 
apart, there was a Surendra Nath Committee Report in 2003 and a Committee on Civil Service Reforms in 2004. The 
issues of downsizing, identifying surplus manpower, retraining, voluntary retirement schemes (VRS), contractual 
appointments, lateral entry and evaluation and vertical mobility keep recurring and the reform agenda is also known. 
The broader agenda of administrative law reform involves two kinds of relationships that can overlap — dealings 
between the citizen and the government and dealings between an enterprise and the government. The latter can again 
be divided into three phases of an enterprise’s existence - entry, functioning and exit. The former involves birth 
certificates, death certificates, land titles, assorted requirements of establishing one’s own identity and issues connected 
with accessing public services. For both the citizen and the entrepreneur, the years since 1991 have witnessed the 
exertion of countervailing pressure, documenting corruption and inadequate delivery of services, even if this countervailing 
pressure tends to be located in certain geographical parts of the country. 


At the Central government level, the Fifth Central Pay Commission also flagged the need to make government more 
citizen and business friendly. This report was submitted in 1997. And also in 1997, there was a Conference of Chief 
Ministers on Effective and Responsive Administration. In 1995, Finance Ministry sought to introduce reform measures 
in different Central Ministries and government departments. In 1997, this was followed by an exercise started at the 
initiative of the Prime Minister’s Office. Reportedly, 43 Ministries and government departments identified administrative 
law (and statutory law) where simplification, rationalization and harmonization are possible. There is no report card on 
the extent to which these recommendations were implemented. In 2000, the Prime Minister’s Council ont rade and 
Industry also submitted a report on administrative and legal simplifications.’ Understandably, this had an indus ae 
and listed the following as industry concerns. “Large number of clearances / permissions retuntoe: Complex he 
toed i to day functioning; Multiple agencies regulating operations functioning independently; Lack of co-ordination 
an “pati agencies; Frequent changes in policies / procedures / tariff structures: Unpredictability of 

8es, Lack of clarity on issues between Centre and States; Transaction oriented approach of the system instead of 


a Corporate approach, leading to increased co 
, sts and delays; Ceres 
and providing information.” YS; Lack of openness and transparency in communication 


The Acti , 
Pikcinanaeee. ae the afore-mentioned Chief Minister’s Conference, focused on three areas where 
transparency and right to pease ek 4 (a) making administration accountable and citizen friendly; (b) ensuring 
BP ital poveniniell Wentifeatic a and (c) tackling corruption and motivating the civil services. There is also a 
sites vaaniece no epartments where the citizen interface is the most. This Central government 
NS public grievances (electricity, water, telephone, ration cards, Sanitation, public transport police) 
eS 
The Affluent Society (1958) and The New Industrial State (1967). 


Change the World, Social r r } 
se n nt epreneurs and the i i 
: o Ww ts : E Soon e Powe of New Ideas, David Bornstein, Oxford University Press, 2004. 
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rural services (land records, BPL’ cards), police (FIR registration, lost and found, missing persons), social services 
(pensions, land acquisition, rehabilitation and compensation, registration of licenses and certificates, ration cards, birth 
Certificates, death certificates, domicile certificates, caste/tribe certificates, arms renewal, registration of documents, 
motor vehicle registration, driving licenses, school registration, university registration), public information (employment 
exchanges, examination results, railway, road and airline timetables, government notifications, government forms, 
government schemes, hospital/bed availability and services), agriculture (information about seeds, pesticides, fertilizers, 
crop diseases, weather forecasts, market prices), utilities (electricity, water, telephones), commercial (taxation and 


return filing) and government (electronic procurement). The intention behind this identification was to increasingly 
resort to e-governance. 


While this is a Central government list, many of the issues concern State governments and even local bodies. Indeed, 
the citizen’s interface with the government is often at the local body level. At the State government level, reform 
initiatives have varied across States and have also sometimes been a function of the extent to which donor agencies 
have pushed governance reform. While few States may have set up Law Commissions, the track record on setting up 
Commissions or Task Force on administrative reforms is better. One should mention the Tamil Nadu High Level 
Committee on Administrative Reform and Preventing Corruption (1997), the Karnataka Administrative Reforms 
Commission (2001), the Kerala Administrative Reforms Committee (2001) and the Good Governance Committee in 
Maharashtra (2000).!° Following Andhra Pradesh’s coinage of the term, the thrust of these recommendations is to 
make administration SMART (simple, moral, accountable, responsive and transparent). The implementation varies 
widely from State to State. Notwithstanding these isolated successes, one doesn’t form the impression that implementation 
of administrative reforms has snowballed and acquired sufficient momentum. 


Citizen demands are changing, fuelled by greater awareness and availability of information and changes in expectations, 
partly due to higher standards of living. There is also greater external scrutiny by civil society in general and media and 
NGOs in particular. Improved outcomes are expected from public expenditure and this usually means public services. 
Batho Pele is a Sotho translation for “People First” and is an initiative (in South Africa) to make public servants more 
service-oriented and improve service delivery by placing citizens at the centre of public service planning and operations. 
There are eight Batho Pele principles, all of which are relevant for a country like India. (I) Consultation - Citizens 
should be consulted about the level and quality of the public services they receive and, wherever possible, should be 
given a choice about the services that are offered. (II) Service Standards - Citizens should be told what level and 
quality of public services they will receive so that they are aware of what to expect. (II) Access - All citizens should 
have equal accessgo the services to which they are entitled. (IV) Courtesy - Citizens should be treated with courtesy 
and consideration. (V) Information - Citizens should be given full, accurate information about the public services they 
are entitled to receive. (VI) Openness and transparency - Citizens should be told how national and provincial 
departments are run, how much they cost, and who is in charge. (VII) Redress - 
If the promised standard of service is not delivered, citizens should be offered an apology, a full explanation and a 
speedy and effective remedy; and when complaints are made, citizens should receive a sympathetic, positive response. 
(VIM) Value for money - Public services should be provided economically and efficiently in order to give citizens the 
best possible value for money. Implementation of these principles naturally requires a complete revamping of systems, 
procedures, attitudes, behaviour patterns and monitoring and evaluation of both services and human resources within 
the delivery organizations, while remembering that there are opportunities for public private partnerships (PPPs). 
Thanks to possibilities of unbundling, classic instances of natural monopoly are rare. And even if there is public funding, 
it is possible to factor in private provisioning. 


! 
What public services does one have in mind? An illustrative, but not exhaustive, list will be the following. 


* Issue of ration cards, BPL or otherwise 
* Issue of BPL or income certificates 
¢  Birthcertificates 


Ee 


9 Below the poverty line. re ; : 
10 Although a ad there were also a Cabinet Sub-Committee on Administrative Reforms in Andhra Pradesh, a Task Force on Governance and 


Civil Service Reform in Orissa and some issue-specific reports in Karnataka, Tamil Nadu and Kerala. 
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¢ Death certificates 

* Domicile/residency certificates 

¢ Caste/tribe certificates 

* Land records and certificates 

* Rehabilitation and compensation related to land 

* Information on building regulations and clearances 

¢ Marriage certificates 

¢ Issue of arms licenses and renewal 

¢ — Issue of driving licenses 

* Motor Vehicles Act related certificates 

* Issue of passports 

* Applications and status of applications with public utilities 

¢ Payment for public utilities like electricity, water and telephones 
¢ Filing and status of insurance claims 

* Police—FIR registration, lost and found, missing persons 

* Status of court cases 

* Old-age, widow and disability pensions and other forms of social security 
* National Rural Employment Guarantee (NREG) 

* Government programmes like SGSY, SGRY, IAS, PMRY 

* Employment information 

* Scholarship information 

* Examination information 

* Railway, road and airline time-tables 

* Hospital bed availability 

* Medical test results from public hospitals 

Agricultural information (seeds, pesticides, fertilizers, crop diseases, weather forecasts, market prices) 
* Electoral services 

° Taxation and return filing 

* Government procurement 


In all of these public services, there is evidence to demonstrate that today, there are citizen perceptions about bad 
quality, lack of transparency, lack of accessibility, no ownership, inconvenience and lack of supply in remote or rural 
oT Saeed ane i rising incomes means that citizens are demanding more, and higher quality, services 
BAR oas:, eto see those from the private sector if the public sector provision is inadequate. Massive 

asset Creation success have made the goal of physical access (to a road, to a clinic, toa school, toa 


market) achievable. There has been ar ion i irati 

evolution in aspirations and expectations of upward ility am 

Tag mobili on 

of Indian society.”"! And the access/satisfaction gap remains. ; g! ps ne 


Section 2: e-Governance 


though, e-governance is 
hoose the manner in which they wish to interact with 


'! India, Inclusive G as 
rowth & Service Delivery; Building on India’s Success, World Bank Development Policy Review, 2006 
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their governments. And it is about the choices governments make about how information and communication technologies 
will be deployed to support citizen choices. As a composite of the application of technology to government, this falls 
underneath a large technological umbrella that includes: (a) The automation of government systems and the online 
delivery of government services; (b) The widespread adoption of network-based technologies and the migration of 
government to the Internet environment; © The application of electronic capabilities and practices to governmental 
environments to reduce costs and client fraud and increase efficiency; (d) The use of ICTs (information and communication 
technologies) to facilitate the conduct of business and foster economic growth; (e) The fundamental re-engineering and 
streamlining of the structures of government and the nature of public administration; and (f) The use of ICTs to foster 
new levels of democracy and citizen engagement, from electronic town halls to the online voting booth and new levels 
of political accountability. In other words, E-governance is the application of ICTs to transform the efficiency, 
effectiveness, transparency and accountability of informational and transactional exchanges within government, between 
government and government agencies of National, State, Municipal and Local levels, citizens and businesses, and to 
empower citizens through access and use of information. 


Thus, e-governance can cover electronic service delivery in Government to Citizen (G2C) services, Government to 
Business (G2B) transactions, Internal Government Administration (G2G), Government to Employee (G2E) services 
and Foreign Trade (G2X) transactions. 


Key stakeholders in e-governance 


Diversification of economy, 
Reduced cost of doing business 


Companies 


Reduced —— Greater 
government x2 Government XC on Citizen 
spending —* : a : Satisfaction 


Improved Improved 
efficiency economic 
a he opportunities 


Foreign Us@s 
(businesses, individusls) nels Toe 


Increased exports and tourism 


Several gains can result through e-governance. First, there are efficiency gains. E-governance helps in achieving 
higher levels of efficiency. Through e-governance, we get Governance that is cheaper, by producing the same outputs 
at lower total cost. We get Governance that does more by producing more outputs at the same total cost. We get 
Governance that is quicker by producing the same outputs at the same total cost in less time. Second, there are 
Effectiveness gains. E-governance helps make Governance work better, that is, produce the same outputs at the 
same total cost in the same time, but to a higher quality standard. It also makes governance innovative, that it, enables 
it to produce new outputs. It also helps in reducing delays and bottlenecks in the delivery of Services by governments. 
Third, Anywhere Services become possible 24/7. Fourth, Anywhere, Anytime Information becomes available. 
Fifth, there is Lower Cost of Compliance. Sixth, there is More Information Access. E-governance helps businesses 
and individuals to have access to a great deal of information and access to information is an empowering tool. Seventh, 
there is Improved Overall Productivity. Eighth, there is Better Decision Making and Planning. Ninth, there is 
Better Security and Protection of Information. Tenth, there is increased Citizen Participation in Government 
and this ownership is important in any democracy. Tenth, Government Becomes More Accountable and responsive. 
Eleventh, there is an Increase in the Government’s Esteem, because e-governance enables feedback from the 
public and improvements, which improve perceptions about the government on the part of citizens. The table that 


follows is an indication of efficiency gains that result from e-governance. 
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E-Governance and Efficiency 


Number of days to proces 
e-governance — i ee ic 


Number of days to 
process before e- 


Bhoomi, Karnataka | Obtaining Land Title 3-30 days 5-30 minutes 
Certificate 


Similar points can be made about e-procurement, which not only leads to transparency, but also savings. 


Type of Government 
Application 


S foie ae 
fara iy e UES 
Tid wee es +> cae a. 
. 


Collect Fines for over 
loading 


Interstate Check 
Posts, Gujarat 


Issue of Caste 
Certificates 


Mandal Computers, 
AP 


Before After 
eProcurement eProcurement 


|. Spend Visibility Low High 


2. Requisition Process Manual Automated 


3. Contract Compliance Low High 


4. ‘Franceetiin Cost _ WMedenie Low 
‘5.OrderCycle = —S—*:*~CS~*=«~S | Hours 
6. Error Rate ae ta ‘Moderate 3 Low 
7. Order Status ——— ? Available On -line 


8. Data Input Redundant Single Point Capture 


Operational 


Improvement 
Sustainability 5% from increased volume compliance 
; Savings from consolidating 5% by avoiding erosion of compliance over time 
100% spending = 
hs se With 
90% | E-Procurement 


—_—.. [ "10% 


{ Without 


a E Procurement 


Initial Strategic Sourcing and ne 
Suppler Consolidation 
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However, there are certain prerequisites that are necessary for successful implementation of e-governance. “Merely 
putting the letter “e” in front of something doesn’t magically make it better." First, the goal should be citizen-centric 
Services and this should be reflected in the core concept for portal development. Services must be organized in a 
manner that facilitates their access and with a citizen’s point of view. Second, it is important to offer high priority 
Services, for which there is a demand, instead of the service basket being supply driven. Third, truly citizen-centric 
service delivery requires a movement away from individual government applications in individual departments. Systems 
can no longer be developed independent of each other —an ‘enterprise’ view needs to be adopted. Fourth, to facilitate 
the development of an enterprise, having an architectural blueprint to work from (as systems are integrated at the back 
end) is extremely important. Funding and systems selection should be based on this architecture, the foundation of 
which is web enablement of services and systems. Fifth, information in a government portal needs to be well organized 
to facilitate navigation. Online services should, therefore, be designed based on what the citizen needs, and how best to 
facilitate their access, e.g. have services organized by topic (health, education, etc) as opposed to the traditional 
method via departmental listings. Sixth, one of the key pre-requisites is to utilize user/focus groups, representing a wide 
spectrum of citizenry. Before rolling out portals, it is important to have these focus groups comment on alternative 
designs from a taxonomy, usability, and ease of navigation perspective. User feedback is also crucial in determining 
prioritization of service. Seventh, telecommunications equipment and computers, while not the focus of e-governance, 
must be addressed in any e-governance plan. The level of telecommunications infrastructure needed will depend on the 
e-governance projects pursued. Significant investments in national ICT infrastructure may be needed for certain e- 
governance applications. Eighth, consistency of design features across portal layers is important, to minimize user 
confusion. Portal layers should have a similar look and feel, which can often entail a significant cultural change for 
individual agencies, and detailed back end work. Ninth, clear annual targets should be set to evaluate progress. 

Success factors should be defined at the very outset, or else, it is very easy to get ‘runaway trains’ in a technology 

sense. Users may end up using only a small subset of services. Tenth, given the local nature of governance, these 

should, to the extent possible, be locally developed. In this regard, e-governance can serve as an engine to drive local 

ICT entrepreneurship and the jobs which come in its wake. Eleventh, private firms can assist with technical implementation, 

design and testing of the portal; in addition to maintaining services when they are made available. Twelfth, transactional 

services need to be provided through regular channels, i.e. physical and telephone, in addition to “e’ channels. The 

technical architecture of the e-channels must reflect the reality that services will be provided through these other means. 

Thirteenth, training and awareness building have a key role to play for project leaders, clerical staff, supervisors and 

managers, senior civil servants, and even citizens. This amounts to concrete implementation of the Batho Pele principles 

in an ICT context. 


The integrated information base must be created. Infrastructure must be available. Security and privacy of information 
must be ensured. IT literacy and awareness must increase. Resistance within the government must be overcome. 
There must be co-ordination between government departments and solution developers. There must be clarity in 
objective setting. Private capital must be leveraged. There must be independent impact assessments. ICT solutions 
must be locally developed. Internal capacity and project management expertise must be built up. This is a tough call 
and understandably, the degree of e-readiness varies from State to State. The Department of Information Technology, 
Government of India has an E-Readiness Assessment Report 2004 for the States and Union Territories. The 
categorization of States based on their level of e-readiness is the following. What is noticeable in this ranking is that 
North India doesn’t always do particularly well. Chandigarh may be a Leader and Delhi, Punjab and Haryana may be 
Aspiring Leaders, but Jammu & Kashmir and Uttaranchal are Below Average Achievers. 


i 


12 India, Inclusive Growth & Service Delivery: Building on India’s Success, World Bank Development Policy Review, 2006. 
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aes 


Leader 


Below Average Achievers 


Least Achievers 


For the sake of completeness, it is necessary to mention that this e-readiness index is based on three categories — 
environment, readiness and usage, as shown below. 


Readiness 


for e-governance readiness. Each State government’s readiness for €-governance will depend upon which objectives 
and specific sectors it chooses as priorities, as well as the resources available at a given point in time (which might 
ieee on budgets, donors, etc). The necessary pre-conditions for e-governance depend upon a State’s most pal 
= eran the levels of infrastructure, legal framework and human capital needed for €-governance vary with — 
€ objectives being pursued. Once a vision and priority sectors for e-governance are established, it is important to 


ort €-governance initiatives with words, but also with actions. They must build. 
for change and resources, publicly take “ownership” of the project and | 
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commit their time on a sustained basis. The second most important factor in e-readiness is the government’s willingness 
to share information with the public and across government agencies/departments and different levels within them. 
Smooth and rapid information-sharing enables government to take a more functional approach to services, as opposed 
to the usual department-by-department approach. A government’s information policies are a key readiness consideration. 
In sum, certain factors are critical in driving e-governance within any State — current connectivity and ICT usage by the 


government, human capital within the government, existing and expected budgetary resources, the e-business climate 
and officials’ readiness for change. 


For the G2C category, which is usually the most visible, PWC has a separate readiness gauge for the more important 
Indian States, depicted below. 


Figure 1 Progress on select G2C Services (Indicative): A Snapshot indicating readiness for 
ICT based delivery’ for select States 


Spiey uouEy 
jyuomAojdmy 
/ SayBoyytey 


eae: 
Spi0dsdy pue 


Andra Pradesh 


Arunachal 
Pradesh 


Bihar 


Chandigarh (UT) 


Chhattisgarh 


Dadra & Nagar 
Haveli (UT) 


Delhi (NCT) 


70a 


Gujarat 


‘Haryana 


Himachal Pradesh 
Jharkhand 
Karnataka 
Kerala 
Madhya Pradesh 
Maharashtra 
Meghalaya 
Mizoram 

. . Orissa 


Pondicherry (UT) Index 


Punjab 


Ready to Offer Services in 0-6 Months 


Ready to Offer Services in 6-12 Months 


Rajasthan 


Sikkim 


Tamil Nadu 


‘\) Tripura 


\ Ready to Offer Services in 1-2 Years 


Uttar Pradesh 


Uttaranchal 


Would go beyond 2 years 


West Bengal 


wow (lame 


PHD POLICY PAPER-IX - SEPTEMBER 2006 


This is not to suggest that all e-governance initiatives have to be publicly driven, since a sat mera 
public-private partnerships (PPPs) in e-governance are possible. The private sector has certain e we de 
and there are several success stories in purely private or PPP situations that need not be age ed he e ne 

important than the successes, which are always highlighted, are the failures and it is by no means the case ata ‘ 
governance initiatives succeed. In an indirect way, the enabling pre-requisites for success have already been mentione 
This is supplemented by the following table, which draws not only from India, but also from other developing countries. 


Factor | Explanation 3 
Lack of drivers No strong driving force behind e-transparency, or 


no driving force for proper implementation | 


Lack of strategy Lack of an overarching view or guidance about Gyandoot Kiosks 
transparency and good governance, and lack of link 
between ends and means; may be caused by ever- 
shifting senior staff and/or ever-changing policy 
and political environment 


Poor project | Dispersed responsibilities due to multiple Development Project Finances 
management ownership of project; absence or weakness of 
controls; ineffective procurement and management 
of technical and consulting resources 


Poor change Lack of support from senior officials (causing lack | Lanka Web Budget 


management of resource allocation, and negative message to Planning Commission Files 
other groups); lack of stakeholder involvement Transparency Portals 
(causing lack of ownership) 
Dominance of Focus of key players on personal needs and goals, | Cameroon Personnel Files 
politics and self- _| often related to 'playing politics', with symptoms Gyandoot Kiosks 
interest like inter-agency battles, resistance where loss of _| Indonesian e-Procurement 
power or bribes is feared, focus on image and Lanka Finances Online 
symbolism and short-term kudos rather than Planning Commission Files 
delivery of e-transparency (leading to ineffective 
implementation) 
= +— 
Poor/unrealistic Caused particularly by lack of inputs from key Development Project Finances 
design local stakeholders, leading to designs that are over- | Gyandoot Kiosks 


technical, over-ambitious, or mismatched to local 
environment (culture, values) and needs; can occur 
particularly where external designers are involved. 
Other design problems: lack of piloting, lack of fit 
to organisational structure 


| 
Lack of requisite | Lack of IT awareness, knowledge and skills among | Cameroon Personnel F iles 


competencies developers, officials, operators and external clients; | Indian e-Procurement 
lack of awareness of e-transparency system's Indian Police System 
existence among client groups; lack of information | Lanka Finances Online 
and subject-specific skills; high rates of staff Police Reports via SMS 


turnover; attitudinal deficiencies such as lack of 
trust of public servants 


[ 

| 
Inadequate Lack of adequate electricity, computers or Cape Gateway 
technical networks; Incompatibilities or other deficiencies of | Gyandoot Kiosks 
infrastructure key digital systems Indian Police System 
t + 
Inadequate data Data that falls do ; 
Wvcn.. wn on one or more CARTA Cape Gateway 


characteristics (completeness, accuracy, relevance, | Lanka Web Budget 


timeliness, appropriateness of presentation); Data Transparency Portals 
incompatibilities or inaccessibilities 
a ee eialalamghi = : 


Absence of legal framework for transparency and | Indonesian e-Procurement 
accountability (including sanctions for misdeeds) 

and for ICT-based government processes 

ae 
Insufficient money 
and time 


se rsd lack of later funds for post-pilot roll- Grievance Handling 
out, or for post-implementation ongoing operations | Lanka Web Budget 


=. | ae Planning Commission Files 
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The additional figure that follows summarises the reasons behind success and failure of e-governance projects. Left- 


pointing items (constraints) encourage failure; right-pointing items (drivers and enablers) encourage success. To 
recapitulate, the points are simple. Create literacy and commitment to e- 


surveys for assessment of existing e-governance projects. Start with im 
successful ones. Follow best practices in e-governance. 


governance at high levels. Conduct usability 
plementation of pilot projects and replicate the 


Have a clearly defined inter-operability policy. Manage and 
update content on government web-sites efficiently and regularly. Ensure external and internal pred me seace 


projects transparently. Ensure change management for €-governance. Address the whole range of needed competencies 


at one stroke. Ensure that someone internal is responsible for data quality. And finally, find someone else (like an 
external donor) to pay for e-transparency and e-governance. 


eTRANSPARENCY 
FAILURE 
SEE 


eTRANSPARENCY 
SUCCESS 
————_______»> 


Drivers 


External Pressure 
Lack of Drivers 


Internal Will 
ccc» 


Constraints 


Enablers 
Strategy 
<< OTT a 
Lack of Strategy Overall Strategy 
Management 
— 
Poor Project Management Effective Project management 
Poor Change Management Effective Change management 
Dominance of Politics and Self-interest 
Design 
Poor/unrealistic design Effective design 
Competencies 
Lack of requisite competencies Requisite competencies 
Infrastructure 
Inadequate technical infrastructure Adequate technical infrastructure 
Inadequate data infrastructure Adequate data infrastructure 
Inadequate legal infrastructure Adequate legal infrastructure 
Other Resources 
Insufficient money and time Sufficient money and time 


eis Yop 
13 Grievance handling as an ICT service may be provided earlier than the indicated time frame based on States willingness to provide it. 
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Building 
Leadership and 
Strategic 
Thinking 


Building Building 
Institutional Awareness and 
Infrastructure Commitment 


Building Human 


Bw iging Building e- Infrastructure 


Technological e-Governance for 
Infrastructure Development 


Building Data Building 
Systems Legislative 
Infrastructure Infrastructure 


Section 3: What is in it for State governments? 


At the sake of some repetition, this question should be asked again. Why should the North Indian States push for e- 
governance? Adaptation of e-governance facilitates major administrative reforms, redefining government’s role, and 
recasting the structure and functioning of its administrative departments. This leads to removal of redundancies, 
resource optimization and rationalization of rules and procedures to bring about transparency in working and 
enhancing efficiency and productivity. The governments of the Northern Indian States need to reform their administrative 
operations — how they go about their business and how they reach out to the people they serve. These reforms have 
to be based upon the administration being Citizen-centred, not bureaucracy-centred; Results-oriented; and Market- 
based, actively promoting innovation. E-Governance, when implemented, will bring about administrative reforms that 
can broadly be classified into front office (external) and back office (internal) reforms. The front office reforms that e- 
governance facilitates result in the fulfillment of the public’s needs and expectations satisfactorily by simplifying the 
interaction with various online services. Interactions with citizens, businesses and other agencies become speedy, 
transparent, accountable, efficient and effective. In the back-office, e-governance aids in the development of a speedy, 
transparent, accountable, efficient and effective process for performing government administration activities. Significant 
cost savings (per transaction) in government operations can be the result. 


Some of the reforms facilitated by e-Governance can be more explicitly listed in the following way. First, removal of 
redundancies. Procedures being followed in government operations currently have many redundant layers that present 
difficulties in delivering timely and efficient services to citizens and businesses. The issues of repetition and duplication 
in the processes are easily apparent. E-governance removes redundant layers in government functioning through 
streamlining of processes and systems. The resultant simplified and lean processes help government serve its constituents 
ina much more improved manner. Second, resource optimization. Government machinery suffers from error-prone 
and time-consuming manual processes and systems that do not work together. E-governance facilitates optimization of 
resources and enhances the efficiency and productivity of the government. It can significantly reduce the cost of 
administration on the one hand and improve the ability to meet citizen demands quickly on the other. Consequently, an 
improvement in operating efficiencies and staff effectiveness changes the way government has worked till now and 
abolishes factors like duplication and repetitiveness of tasks that have caused dissatisfaction among citizens and businesses 
alike. Third, rationalization of rules and procedures. The government’s rules and procedures, currently in practice 

are lengthy, complex and time consuming. As a result, the applications or requests take a lot of dime to get processed. 


il government services from time to time. 
ced information technology. Creating a set 
f the hour. E-governance rationalizes the 
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existing rules in tune wi : of citizens pe 
rele ta PAR ewe se ena ph preverts duplication and repetition and makes procedures 
Pe function’ sf ft cundant eco ena rae : A ee between various departments; so as to reduce overlapping 
The paper-bound mechanism of aren eek faba cS me i ee 
procedures become increasingly difficult and locating a corres 5 ecagings is p< pape bee <n Ronen 
experience. The multiplicity of agencies further as eee pa : - ' . ee a 
ne and retrieving documents are laborious and prone to errors and maninulatianl Thus, a wens aks 
‘s poy peri ia os Registers occupy a lot of physical space and are usually kept in ill-maintained backrooms. 
y rate with age and repeated handling. It is here that e-governance offers a new opportunity to rethink 
government functioning and in fact change substantially the government culture. It helps reduce paper work significantly 
thereby enhancing productivity, customer comfort and transparency and provides unlimited public interface. Aniiauated 
procedures such as manual copying and indexing of documents, and storage in paper forms in ill-maintained backrooms 
Ee amas! eens pa pane E-governance empowers senior officials to take right decisions at the 
timizing on resources, reaction time and enhancing efficiency. Fifth, public transparency 
is ensured. Transparency means openness of decisions and actions. Stated another way, it means a free flow of 
information about decisions and actions, from the source to the recipient. Presently, one encounters lack of sensitivity 
and transparency in many facets of the State machinery, particularly those having an interface with the public. Power 
is centralized to a much greater degree at the level of the national and State governments. Government decisions and 
actions are not traceable. E-governance facilitates transparency in government services. Public sector transparency 
enables flows of information about the decisions and actions taken by civil servants, politicians, judges, 
etc to various groups who would seek to hold them accountable. Sixth, there is an increase in | 
efficiency and effectiveness. E-governance enables efficiency improvements in mass processing 
tasks and public administration opera-tions. Internet-based applications can generate savings on data 
collection and transmission, provi-sion of information and communication with cus-tomers. Significant 
future efficiencies are likely through greater sharing of data within and between governments. Seventh, 
there is an increase in productivity. E-governance can significantly contribute to an improved overall 
productivity of government officials and citizens alike. It ensures faster interaction among government 
employees by electronic mail instead of moving paper files and letters and streamlines the workflow of 
internal government administrative processes such as procurement, recruitment, budgeting and planning. 
Improved productivity of the government results because of the facility of anytime, anywhere services 
and information. Eighth, there is transition to a citizen-centric model of delivering public services. 
Adopting a citizen focused approach is a core element of reform agendas of most of Indian States. 
Successful services are built on an understanding of user requirements, and online services are no differ- 
ent. Citizen focus means that a user should not have to understand complex government struc-tures 
and relationships. E-governance can help achieve this goal by enabling governments to appear as a . 
unified organization and provide seamless online service. Ninth, there is greater accountability. 
Accountability is a key requirement of good governance. E-governance makes public officials answerable 
and responsive to the public and the stakeholders. It enables the government to serve all stakeholders 
within a reasonable timeframe. It also improves the monitoring system. 


Chief Ministers often have to depend upon voluminous reports or files to understand the trends or problems prevalent 
in their respective States. This in itself becomes a monumental task, taking into consideration the busy schedules and a 
wide array of responsibilities of CMs. Also, it takes a lot of time for the impact of the decisions taken by them to 
become evident. However, e-governance makes available an integrated information base that gives CMs first-hand 
understanding of the current needs and demands of citizens in their constituency. This in turn helps them to take well- 
informed policy decisions for citizen facilitation and assessing their impact over the intended section of the population. 
E-governance facilitates the establishment of an Online Grievance Redressal Cell under the leadership of the CM. This 
initiative can go a long way in solving problems of citizens. These cells will help CMs to reach citizens like never before. 
Citizens will be able to put forth their grievances directly to the CM. By making the concerned authority take appropriate 
action in a predefined timeframe, the CM will be able to ensure a remarkable rise in the satisfaction index of citizens. E- 
governance portals can provide a proactive Executive Information System. This can be of great use to CMs and other 
senior officers of the government as it helps them monitor the health of the directorate/section and take proactive action 


ee 
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at an appropriate time. The broad areas to be covered can be prioritized so that the CM can have a look at the 
information provided on a daily basis and know about the key areas that need immediate attention. 


Governance itself is redefined. E-governance can 
be used in effective fund management, with complex 
operations that need constant monitoring eliminated. 
Delays in updating the budget and issuing payments 
are reduced. Delivery of rural development 
programmes is improved. Funds provided to 
panchayati raj institutions (PRIs) are transferred on 
time and effectively used. Weaknesses in budgetary 
flows are eliminated by implementing an electronic 
clearing system (ECS). Through an electronic 
payment system, treasury reform is supported. This 
applies to preparation and approval of budgets, 
preparation and approval of disbursement sheets, 
preparation of bills, approval of bills to vouchers, 
data sharing across the State, payroll processing by 
integrating the employee data sheet, introduction of dashboards and removal of intermediaries. The benefits of e- 
procurement and e-tendering have already been mentioned. There will be better implementation of flagship schemes 
like the National Rural Employment Guarantee Scheme (NREGS), Bharat Nirman and the Backward Regions Grant 
Fund (BRGF). A bureaucracy-centric government will become a citizen-centric one. 


Redefining Governance 


Knowledge Led Governance 


_ Citizens see a single, accessible _ 
responsive government st 


Agency 


Citizens 


Intergration———_»> 


ired to understand and respond 
complexities of government 


Agency 


Section 4: Implementation in North India 


The table below shows the sophistication lev 


1 f . . 
PHDCCL, that is, the States in North India. e" of services being offered by the portals of the member States of 
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Table: Sophistication Level of Services being provided by the State Portals 


Information Interaction Transaction 


Chandigarh 


Chhattisgarh 
Delhi 


Haryana 


Himachal Pradesh 
J&K 

Madhya Pradesh 
Punjab 


Rajasthan 
Uttar Pradesh 
Uttaranchal 


Chandigarh’s official website provides informative services in English. The information contained is mainly about the 
city. Chhattisgarh’s website allows certain download of forms and is bilingual. The figures show the screenshots of 
official web-sites of Chandigarh and Chhattisgarh. 


THE OFFICIAL WEBSITE OF CHANDIGARH ADMINISTRATION 
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Information e-@overnance 
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ULL http://www.chhattisgerh.gov.in 


Notifications Downloads C-mail Directory Tenders Departments Site Index Howto Reach NIC Chhattisga 


Economic e 
2005-08" " 


ee ppore : — 


Profile List of websites shifted to gov.in domain New 
Governance NEW / UPDATED ser 1D | Grecian 
Trdustral Parks INE W / UPFMAT ES 
Nining Model MOU Draft State Investment Promotion Board 
Power REQUEST FOR PROPOSAL -ro WORK AS A NODAL FIRM FOR THE DESIGN ANO Check Meill 
Teurem IMPLEMENTATION OF PROJECT OF ACCRUAL BASED DOUBLE ENTRY SYSTEM 
Statistics CIDE - CORRIGENDUM-3: REQUEST FOR PROPOSALS 
Employment Gurantee Scheme ~ Technical Exam List (Data Entry Operator & Steno Contacts 
A. ® glance Typist) 
Government Policies Pt INN Medical College, Course - B.Sc. Audiology & Speech Pathology Speed 
—trarreés Policy P : e . P Aister 
_» State Investment Promotion 2 : eee ; ‘ 
Board Sikchhs Karrni promotion list (Bilaspur) 
_ » tndustrial Policy 2000-09 Ee, ; mbers of Parsament 
IAY Waiting List (Raipur) ; 

» Transparency of Legelative Accerthy 

RFP Docurnent of Food Processing Park Sewetary 

RFP Document of Gems & Jewellery Park 0! Secretaries: 


RFP Document for Herbal & Medicinal Park 
Baikets WM Warr ART Aer 


Delhi government’s web-site has been designed with bi-lingual capabilities and provides interactive services. Notices 
on tenders are also provided by the web-site. Haryana government’s portal contains information on various government 
schemes and tenders. It supports the feature of GIS based information on districts and villages. The additional figures 
show the screenshots of the official web-sites of Delhi and Haryana. 
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Chief Minister 


New and Updated 

» « Launched: Haryana Assembly Website NEW 

= Expression of Interest for Mobile Video Conference 
: facility- Advertisement NEW 

Eol for Mobile Video Conference facilityNEW 

e ject Monitorin stem NEW 

Additional information on PoPs 


NiC-Email @ hry.nic.in 


Userio :[ 
Password: ewe 


Investment Opportunitie 


Clarifications/additions in the REP for Haryana State 


Area Network e Competitive Advantages 
e Small Industries Service Institute, Karnal e Infrastructure 
e Archaeology department Haryana e HSIOC 
CM Office ° Advertisement for RFP for establishing SWAN e HFC 
Administrative Secretaries e RFP for State Wide Area Network on BOOT Model e HAIC 
Planning Board Haryana + SEZ Policy ee 
WASMHCS Chal bist —2 ¢ Online Jamabandi - Nakal Services © HARTR 
the Government 


Covernment Policies : tN The national portal of India 
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Web Policy SERIE 
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: do your duty and not to bother about the ‘Public Notices 
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philosophy of the supremacy of duty has become a 
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- Right to Information Act 
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E-governance should create a Service Oriented Environment (SOE) wherein citizens, businesses and global stakeholders 
could transparently seek governmental services through a single window or portal without the need to pursue different 
wings of the central/state governments separately. Such a consolidated service-delivery environment requires great 
deal of integration in cross-governmental work processes. For this reason, e-governance involves much more than 
computerization. Governmental processes should be rationalized, wherein similar tasks are combined, redundant tasks 
eliminated and overall service delivery process automated for completion in a deterministic timeframe. Such an integrated 
e-governance environment needs a paradigm shift towards an IT architecture designed to integrate most of the government 
ministries/departments on a nation-wide scale. This architecture should be capable of integrating existing systems as 
well as new projects planned to be implemented in the coming years. The table that follows lists the benefits that can be 
accrued by instilling transparency in government operations. 


Acts and Rules 


Table: Benefits accrued by making government information available 


Type of Information being made transparent Resulting benefits 


Rules and procedure governing services; public Standardizes procedures for delivery of service. 
officials responsible for different tasks; citizen’s Reduces arbitrariness, e.g. demand for additional 
charter; enhancing citizen’s exposure documents 


Exposure of corruption and improved 
accountability 


Information about decisions and actions of 
government functionaries: outcome and process €.g. 
award of contracts and license, allocation of 
resources. | 


Exposure of manipulation for exchange of bribe and 
corruption 


Data about individual entities in Government 
records such as land records, comments on 
application for license, bill of entry for goods, status 
of tax payments. 


e Civic engagement in governance 
e Greater accountability 


* Information on performance of economy: 
Statistical employment, income, trade etc. 


* Performance indicator for Government 


Names of citizens with large outstanding loans, A kind of punishment for the corrupt through public 
taxes; civil servants under investigation or exposure 
convicted, index of corruption, performance of 
investigating 


Disclosure of assets, income, profile of election Creates disincentive for corruption by creating fear 
candidates, elected representatives, ministers and of exposure 
civil servants _ 5a. De 
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i entioned, 
The figure that follows shows the various phases that e-governance adoption passes through and, as already m 
different States in North India are at different stages of adoption. 


Integration and Transformation~” 
* One-stop Citizen Portal Model 6 *” 
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‘Transaction Phase 
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- Broadcasting Model 
Time and Cost 


At the beginning, most government departments and agencies have independent web-sites in an effort to establish web 
presence. However, this is a counter productive exercise that results in a proliferation of web-sites and databases and 
impedes data sharing as well as consolidation of services. At the next level, web-sites shift to an interactive mode, 
offering an option to users to interact with the web-site and get personalized information. At this stage web-sites 
support queries. In the third phase, i.e. the Transaction Phase, the web-sites move to the next level of supporting 
transactions. This enables citizens and stakeholders to avail services online. However, even at this stage, the number 
of web-sites remains more and as such citizens have to access multiple sites for different services. At the final level of 
integration, multiple portals are eliminated and a single nation/State-wide portal provides the entire range of services. 
This ensures consolidation of databases, as well as aggregation of services. A single State-wide portal will adequately 
address the current and future demands of citizens and businesses of the member States of PHDCCI. It will not only 
facilitate customer delight, but will also ensure effectiveness and efficiency in government operations. There should be 
a digital gateway, which provides multiple government services through multiple channels, any time and any where, to 
citizens and businesses. This is the idea behind the PHD-Online Portal, to be delivered by PHDCCTI, TCS and the 
North Indian States. 


Section 5: The proposed integrated solution 


The current e-governance scenario prevalent in the majority of Northern States clearly indicates the following shortcomings: 
Each government agency develops its own IT systems independently. There is no holistic view of the regime as a 
whole. There are low levels of solutions and citizen services. There is no sharing of information between people and 
organizations. These shortcomings in the current €-governance scenario can be effectively answered by means of an 
integrated ©-governance solution. The development of such a solution involves elimination of multiple portals and 
creation of a single portal that provides the entire range of services. This ensures consolidation of databases as well as 
aggregation of services. The figure shows an integrated e-governance solution. 
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Figure 13: Simplified Integration 
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This makes evident the need to establish citizen services portals in the member states of PHDCCI that will act as digital 
gateways for providing multiple government services through multiple channels, any time and anywhere to citizens and 
businesses. Joined up governance is an ideal approach towards the establishment of an integrated e-governance 
solution in the various Northern States. This would not only enable each State to have a citizen services portal of its 
own, but will also bring down the related cost considerably. There are economies of scale and scope. Shared services 
for multiple States will act as a catalyst for accelerated and uniform development of participating member States. The 
States will be able to leverage technology at a lower cost to increase the pace of State development. The benefits that 
the States will be able to reap as a result of this initiative would include: First, each State will have its own Citizen 
Services Portal. Each State will be able to have its own independent portal. The look and feel of the portal and the 
information and services to be included will depend entirely on the discretion of the State government concerned. 
Second, a Common Data Centre will be set up for 24X7 support. The States would be able to set up a common 
data center in a nodal location, which will provide a 24X7 support. Through this approach, the data centre can be 
established at a place which promises ease of operations and safety. This data center will be run centrally for all the 
state governments. Storing data of multiple State governments ina single data center would obviate storage and data 
management costs that would multiply when governments store data separately. This would also ensure data integrity 
and mitigate risks, while providing each State government control over its data. In addition, this will facilitate data 
sharing based on agreed parameters, and enable stronger financial controls to be instituted. Third, there will be a 
Common Disaster Recovery Centre. Acommon disaster recovery centre can also be instituted at a place that has 
the basic infrastructure like electricity and communication. Moreover, care is taken that the place selected is free of 
adverse factors like extreme climatic conditions, hostile topography and terrorism. Having a common disaster recovery 
centre not only cuts down the setting up and the maintenance costs, but also gives the opportunity to choose for an ideal 
place from a wide variety of choices available. In the case of Northern States under study, this center can be established 
in Madhya Pradesh, where the development of MP Online is already under process. Fourth, as already mentioned, 
there Will Be Economies Of Scale And Scope. Having a common infrastructure enables States to share investments 
and benefit from economies of scale and scope. Fifth, Inter-Operability Will Be Ensured. This approach will help 
state governments in the region work more easily with each other electronically. It will make systems and information 
reusable from one government to the other. Sixth, there will be Benefits to Citizens and Businesses. The model 
will allow all States to connect through the Net and citizens to access through kiosks. It will make available quantum 
benefits for citizens and businesses by bringing government information and services to their doorsteps. In addition tt 


will also provide avenues for employment for citizens who could set up kiosks under this model. Seventh, there will 
} 
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be a Supportive Business Model. Given that implementation of e-government projects 1s a a... ey 
need financial resources, technical capability and large project management skills, a PPP mode oi S Ne 
for the implementation. This will help in the development of a turnkey project with a single point : accoun ae a 
private partner’s support to the project would include the setting up and maintenance of har ae em he 
connectivity. Setting up and maintaining the data centre at a nodal location will also be taken care of by ae 
partner. Building projects in partnership with the private sector enables sharing of investments and costs an sion 
of scarce skills, which makes it possible to successfully implement the project on time with net reduction in costs. 


The business model is the following. TCS, together with PHDCCI, would be pleased to assist the Governments of the 
Member States of PHDCCI with the implementation of citizen services portals with the underlying principles of shared 
services and interoperability. The solution will have the following features. 


* TCS will be responsible for supplying hardware to run the citizen services portals at a central site; 

¢ States would connect with the central site, and access services; 

¢ Revenue will come from a value based transaction fee; 

* Self Sustaining proposition; 

* Charges will be nominal and will leverage economies of volume; 

* Leveraged and quick roll out; 

* Uniform growth and digital proliferation; 

* The project will also include a training and change management element whereby, government officials in the target 
States will be trained on the application. 


A similar idea has already been experimented with in the North-Eastern States. The Central Government entrusted a 
comprehensive project for facilitating implementation of Value Added Tax (VAT) in five North East (NE) States of 
Arunachal Pradesh, Manipur, Mizoram, N agaland and Tripura, to TCS, on Feb. 15, 2005. Conceived as a turnkey 
project, this project envisages an end-to-end solution comprising hardware, software and networking. It also includes 
maintenance of the application. The solution effectively facilitates information exchange among NE states in particular 
and other states, in general, as the software is similar and also designed to support information exchange. As a part of 
this project, the TCS VAT Solution has been implemented in the six NE States. TCS is responsible for supplying 
hardware to run these systems, establishing a wide area network to connect the states to the central data center in 
Guwahati (in the state of Assam) and also establishing a Central Data Center in Guwahati. The figures show photographs 
of a training program and the central data centre respectively. This project is currently in the maintenance phase with the 
application having been implemented at all the target states. The entire setting up and management of the Central Data 
Center is being handled by TCS. The project also includes a training and change management element whereby, tax 
officials in the five target states will be trained on the application. 


A training program being undertaken at Guwahati 
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Central Data Centre, Guwahati 


The Interoperability built into the system allows the sharing of data between States for better visibility of vehicle 
movements. Through the Goods Information system, NE states are able to track information on goods coming into/ 
taken out of the state through Guwahati (Assam). Hence total control over revenue is possible. The figure shows a 
screenshot of the log-in page at the Manipur check post. The subsequent figure shows a screenshot of the web-page, 
showing details of a vehicle entering the NE States. The inter-operability batch runs operate as follows. 


* Batch job runs at a pre-determined interval in Source State Server 


* Vehicle details, consignment details, commodity details information sent to respective destination States 
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The project has made following impacts on tax administration in the five NE States: 


~ Revenue has increased. All NE states (excluding Sikkim which was outside the scope of the project) witnessed 
significant increases in revenue collections after VAT implementation. This is of great importance to the NE States, as 
their own revenue from taxation was limited. The project was also unique because of the following reasons. It was a 
project to implement a VAT solution across five north east States through a single tender by the Central Government. 
The implementation was on complete turnkey basis, including software, hardware, networking and also a Central Data 
Centre at Guwahati. Given the remote locations of these States, implementation and connectivity was a challenge. The 
sser-friendly nature of the software reduced the need for extensive training, and thereby, incremented usage as well as 
built project sustainability. ; ; a 


It should also be mentioned that TCS has successfully implemented AP Online in the State of Andhra Pradesh and is 
presently in the process of implementing it in Madhya Pradesh as well. The pre-requisites to effective governance are 
_ €asy access to the government machinery and services, eliciting quick response, and ensuring accountability. All these 
and more are offered by the TCS Citizen Services Portal. AP Online has been carefully designed taking care of the 
critical success factors that have made the model a success in the State of AP. The model has been designed in a way 
so that it can easily and successfully be implemented in other States as well. The success factors that ensured the 
success of the portal in AP. and will further ensure its success in case of implementation in other States include: 


Unique Model 


* Web based i.e. internet based portal 
* Deployed at a central location — 24 X 7 Services 


Shall interact with several government departments’ databases. 
* Will offer the following services 


— Informational 
— Interactive 

— Transactional 
— G2GServices. 


a) 
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Security Features at AP Online 


For any e-governance solution to be successful, it is very 


Pegs... important to ensure data privacy and security. and «vs 
reliability. p ensure data privacy and security, and system 


: Multi-layer firewall, policy based access control, integrated intrusion detection, smart applic 
. A: authentication with smart publishing for departmental users, integrated administration with tier 
igh performance active web caching are some of the features that ensure the secrecy and integrity of 


ation filters, 
ed policy and 
AP Online. 
Wide Array of Services for Citizens 


TCS Citizen Services Portal for the Indian State of Andhra Pradesh - ‘AP Online’ is unique in its breadth and reach. 
The portal provides a host of services covering the entire citizen-lifecycle, from childhood to old age, Supporting 


600,000 transactions per month and has generated employment for over 2000 people in the state till June 2006. The 
figure shows the wide range of services being provided by AP Online. 


Wide Array of Services offered by AP Online 


Child Student 
* Birth Certificate eo: © School Admission 
¢ Vaccinations e RTC Services 


¢ Health Care *® Examination Results 

Youth Family 

* Employment © Marriage Certificate 
Services © Taxes 

¢ Career Advice © Utility Services 

e Vehicle Registration * Municipality Services 

* Passport © Land Registration 


Old age 


e Pensions 

¢ Insurance 

e Health Care 

* Death Certificate 


Service focused delivery mechanism rather than, department focused 


Self-Sustaining Delivery Model 


What makes AP Online truly innovative is its self-sustaining delivery model of working through kiosks and franchises. 
There are more than 1600 franchises across the State and the number will increase to 2500, serving as an excellent 
employment generation opportunity. The AP Online solution is based on the lifecycle event model, which aligns it to 
information and transaction needs, dictated by events in the citizen’s lifecycle. The model puts the least financial burden 
on the Government. Self-sustainability arises from: 


* Charging fees to citizens 

* Reduced spending due to savings in manpower and improved productivity. 

* Increased tax revenues from increased economic activity and better compliance. 
* Revenues from add-on services 


* Sharing development and operating costs with private sector partners in return for equity and profit sharing. 


Providing Exemplary Customer Service 


AP Online has helped the government of Andhra Pradesh provide exemplary customer service. It has changed the way 
government works and has tremendously improved the government-citizen interface. Citizens can now avail more and 
bas, 5. cae 
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more of government services through the portal without having to stand in long queues outside government fuer The 
government machinery delivers effective and efficient services to its customers (citizens and businesses). The figure 


shows the increase in the efficiency of citizen service delivery after implementing AP Online. 


AP Online-Citizen Services Delivery 


Before 


¢ Long queues for Payment of Bills/ Taxes 
¢ Big gap between Government and Citizens 
¢ Inefficient revenue collection 


After Implementing AP Online 


® Over 100 Rural and Urban Services across the state 


* Online Payments - Government and Private Sectors 
¢ Urban and Rural Services 


* 24X7 governance - Anywhere Anytime 


Multiple Delivery Channels for Wider Reach — Kiosks & Collection Agents 


The kiosks model eliminates the need for citizens to own computers and access the internet, thereby exponentially 
expanding reach. Besides this, collection agents equipped with handheld devices visit citizens to issue receipts and 
accept payments. The figures show the photographs of typical kiosks in AP. Kiosks are: 


Integrated citizen service delivery points 


Can be a small shop witha computer and internet connection 


Bill Payments, utility services can be carried out through KIOSKS. 
* Will be spread across the state 


Result in more service orientedness & more responsibility 
° Very cost effective 


Will also generate employment Returns profitable 


ee | 
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Photograph of a cost-effective Kiosk in Andhra Pradesh 


Onhine 


Penlee gee ue 


Underlying Principle of Citizen Centric Service 


+e ice — citizens should be able to access 
ision of citizen centric service — Cl ee aa 
for portal development is the provis gree dae nraeitieed term aniieee 
a =a att e efficiently as possible, ‘anywhere and anytime , we Rete AP Gnitie that helps it deliver 
ee se oe d with acitizen’s point of view. The figure shows the features 0 
facilitates their access, and w 


exemplary citizen services. 
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Features of AP Online 


ee 


Offers Compelling Services 


The portal offers high priority services, for which there is a strong citizen demand, e.g. being able to renew a driver’s 
license online is a hugely convenient service. 


Utilizes Public Private Partnership 


The portal in Andhra Pradesh was established as a public private partnership between the state government and TCS. 
A similar model can be used in case of Northern states as well. Private firms can assist with technical implementation, 
design and testing of the portal; in addition to maintaining services when they are made available. 


Training 


For the successful implementation and maintenance of the new system, training is necessary for government personnel 
on general IT awareness, application software and installation. A detailed training schedule needs to be drawn in 
consultation with government depending on the availability of the identified personnel. This training program should 
include both classroom sessions and on-the-job training. 


Starting with High Priority Services 


Another factor that ensures the success of the citizen services portal is the fact that it is flexible with respect to the 
number of services that are initially offered to citizens and businesses. The government can initially offer only a few high 


priority services like payment of utility bills, issuing of licenses and later on scale up to offer a more comprehensive 
range of services. 


The AP Online advantages 
Some of the AP Online Advantages can be summarized as: 


* Single sign-on credential, which authenticates users for services across multiple sites. It also masks the complex 
back-end workings of government from users to make government more accessible; 


. Secure, established infrastructure and reusable components, not only is Gateway the best option for e-service 
delivery, it is also one of the most affordable. 

* Common infrastructure, which enables joined-up government for unification of all services 

Build Once and used every where every time 

Single Authentication point of all tiers of Government 

* Enormous boost to e-Government. 


A true hub which connects government, citizen and business 


North India is falling behind on economic indicators. North India is falling behind on governance indicators. 


This success can be replicated in North India, so th 
at the Northern States can cat 
drive economic development. What are we waiting for? ne 
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North Indian Common Economy (NICE) : Removal of Inter State Trade Barries 


This research paper highlights the impediments to free flow of trade amon 

2 ee ; g the states in the north a 
desirability to make optimum use of natural resources of power and water for the common benefit of padi he 
region. This policy paper focuses on disparities in the rate of state VAT on various commodities in spite of the 
consensus amongst the states to adopt common rates of VAT. Areference has also been made to the disparities in 


— relating to tourism, agri-produce and transportation with specific examples. Power sector reforms are also 
included. 
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The South Asia Free Trade Agreement (SAFTA): With a focus on India-Pakistan Trade 


This paper analyzes the internal trade between the South Asian Free Trade Agreement (SAFTA) members (India, 
Pakistan, Bangladesh, Nepal, Bhutan, Sri Lanka and Maldives). The trade between India, Pakistan and 


Afghanistan has been examined separately. The paper concludes by suggesting the way forward and 
implementation of the SAFTA agreement. 
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Indian Education Sector : Growth and Challenges 


This paper analyzes the developments in the Indian education sector since Independence. It focuses on 
government expenditure, primary, secondary, higher, vocational and technical education. The second part of the 
paper mainly tries to answer the question where do we want to go in the changed international scenario and 
liberalization of education sector all over the world. This paper concludes by suggesting some policy options for the 
government, regulatory agencies and the private education providers in the country. 


PHD POLICY PAPER No. IV 
Indian Industry: Concerns, Issues and Challenges 
This paper describes the new challenges and opportunities for the Indian manufacturing industry. Analysis 
includes the sector contribution to GDP, labour cost advantages, need for labour reform, import duties , domestic 


indirect taxes, export incentives, export subsidies and the FDI procedures. 


The paper concludes with graphic presentation of selected economic indicators. 


PHD POLICY PAPER No. V 


The North Versus the Rest 
Where Do We Stand Today? And Where Will We Go Tomorrow? 


Contrary to the international usage of North as developed countries and South as developing countries (or least 
Paicloped countries), the Indian  orcaptiGn has the North as under-developed and the South as peti 
simple explanations are often used to explain this phenomenon. First, in the pre-1991 era, when Medd + 
proximity to the centre that granted licenses was important, the North performed relatively mgr ‘ pes a 
having disappeared, at least for manufacturing, this relative advantage has vanished and ie ou +h ‘F ace 
its own. Second, given the inadequacy of internal transport infrastructure, coastal regions, where th ps q sa 
is less manifest, tend to flourish. While both these arguments have a grain of truth, and Ned Ks fs ne ehh 
land are also important, this monograph will subsequently demonstrate that this hy ac icho rats i 3 dal 
too simplistic. As is the East-West dichotomy, with a dividing line vertically drawn between Kanpur ; 
regions to the West of this line performing better than regions to the right. 
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PHDCCI is a private non-profit organiszation devoted to industrial growth, 
independent research and policy solutions. It is an industry led and industry 
managed organization, playing a proactive role in North India’s development 
process. PHDCCI analyzes current and emerging issues and produced new 
ideas that take the reform process forward. PHDCCI members provide the 
highest quality resear4ch, policy recommendations, and analysis on the full 
range of public policy issues. Research at PHDCCI is conducted to inform the 
public debate. Its office bearers, the President and the Vice President, are 
leading industry leaders who devote more than two years of their time to guide 
the Secretariat in its activities. 


PHDCCI traces its beginnings to 1905, when a group of leading reformers 
founded the first business chamber in North India, a private organization 
devoted to analyzing public policy issues at the national level. PHDCCI is 
financed largely by its members, corporations, and private individuals. The 
Chambers’ funds are devoted to carrying out its research and educational 
activities. PHDCCI works to create and sustain an environment conducive to 
the growth of industry in the eleven states of North India, partnering industry 
and government through advisory and consultative processes. 


PHDCCI is the leading business support organization in this area of Northern 
India that contributes to more than 40% of India’s exports and is among the 
fastest growing industrial areas in the country. It is guided by its defining 
principles of ethical business methods, corporate governance and social 
responsibility. The Chamber works through two independent foundations, the 
PHDCCI Rural Development Foundation and the PHDCCI Family Welfare 
Foundation, in the areas of education, health care, environment and energy to 
foster sustainable development in the country. 


In it's history of a little more than 100 years, PHDCCI has emerged as North 
India’s premier business association, with a direct membership of over 1700 
organizations from the private as well as public sectors, including SMEs and 
MNCs and reaches more than 60000 Organizations through its 140 
Associations members and 175 Professional members covering national and 
regional sectoral associations. It provides a broad range of services to its 
members helping them enhance productivity; improve efficiency and network 
with domestic and foreign partners. With 6 offices in India and institutional 
partnerships with a large number of counterpart organizations in various 
countries, PHDCCI serves as a reference point for Indian industry and the 
international business community. 


PHD House, 4/2 Siri Institutional Area, Au 
; , August Kranti Marg, New Delhi-16 
ae Phone : 91-11-26863801-04 Fax : 91-11-26855450 
i Website + www.phdcci.in 
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